
 

 

Table of Contents 

3.11 Common Processes Overview ................................................................................................  
3.11.1 Creating, Parking, Forwarding, Getting and Opening Tasks ......................................  

3.11.1.1 Overview......................................................................................................  
3.11.1.2 Create a Task ..............................................................................................  
3.11.1.3 Create User-Defined Tasks.........................................................................  
3.11.1.4 Create User-Defined Tasks from User Home page....................................  
3.11.1.5 Park a Task..................................................................................................  
3.11.1.6 Retrieve a Parked Task...............................................................................  
3.11.1.7 Unable to Resolve a Parked Task...............................................................  
3.11.1.8 Forward a Task............................................................................................  
3.11.1.9 Getting Tasks...............................................................................................  
3.11.1.10 Getting the Next Task..................................................................................  
3.11.1.11 Getting a Task Automatically.......................................................................  
3.11.1.12 Opening a Task ...........................................................................................  
3.11.1.13 Closing a Task 
3.11.1.14 Closing Multiple Tasks.................................................................................  

3.11.3 Search Instructions ......................................................................................................  
3.11.3.1 Overview......................................................................................................  
3.11.3.2 Purpose of Searches ...................................................................................  
3.11.3.3 Search Results ............................................................................................  
3.11.3.4 Best Practice Suggestions ..........................................................................  
3.11.3.5 Searching for a Person Work Instructions ..................................................  
3.11.3.6 Searching for a Case Work Instructions .....................................................  
3.11.3.7 Searching for a Non-Indexed Document Work Instructions .......................  
3.11.3.8 Task Search Work Instructions ...................................................................  
3.11.3.9 Searching for an Internal User Work Instructions.......................................  

3.11.4 Sending Notices ...........................................................................................................  
3.11.4.1 Overview......................................................................................................  
3.11.4.2 Correspondence Status in the WFMS ........................................................  
3.11.4.3 Create Correspondence in the WFMS........................................................  
3.11.4.4 Add Addressee ............................................................................................  
3.11.4.5 Attach Document .........................................................................................  
3.11.4.6 Print Correspondence..................................................................................  
3.11.4.7 View Correspondence History in the WFMS ..............................................  
3.11.4.8 Edit Correspondence in the WFMS.............................................................  
3.11.4.9 Delete Correspondence in the WFMS ........................................................  
3.11.4.10 Re-mail Correspondence in the WFMS ......................................................  
3.11.4.11 Create Correspondence from the File Server.............................................  
3.11.4.12 Creating an Attachment from the File Server .............................................  



 

 

3.11.4.13 Re-mail Correspondence in ICES...............................................................  
3.11.4.14 Correspondence Screens in ICES ..............................................................  
3.11.4.15 Re-mail Correspondence in ICES from CNVN ...........................................  
3.11.4.16 Re-mail Correspondence in ICES from CNHS ...........................................  



 

 

Common Processes Menu and Overview     3.11 

Certain processes and work instructions are common to multiple sections of the Steady State Manual. 
These processes may be performed by multiple workgroups and by Coalition as well as State staff. 
Common processes include: 
• Creating tasks 
• Parking tasks 
• Forwarding tasks 
• Getting tasks 
• Opening and closing tasks 
• Managing documents 
• Searching for a person, case, task or user 
• Sending notices 
• Processing solicited documents 

  

Tasks (insert hyperlink) 
3.11.1 

Document Management (insert 
hyperlink to Coalition Common 
Processes) 
3.11.4 

Searching (insert hyperlink) 
3.11.4 

Send Notice (insert hyperlink) 
3.11.4 

Process Solicited Documents 
(insert hyperlink to Coalition 
Common Processes) 
 
3.11.5 

  

 
The specific instructions for each of these common processes are found in the following sections. 

 

 

 

 

 

 

 

 



 

 

13.11. Creating, Parking, Forwarding, Getting and Opening Tasks 
3.11.1.1 Overview 

Tasks are triggered by the system or a user. Users may create tasks in two ways: 

1. A user may select a task from a list. This process is referred to creating a user-selected task. 

2. If the task is not on the pre-defined list, a user may create a user-defined task. 

The following sub-sections provide instructions for a user to: 

 Create user-selected tasks 

 Create user-defined tasks 

 Park tasks that may not be completed at the end of a work day, or need further processing  

 Forward tasks to different work queues or FSSA individuals 

 

Create a Task (insert hyperlink) 

3.11.1.02 

Create User Defined Tasks 
(insert hyperlink) 

3.11.1.03 

Create User-Defined Tasks 
from User Home Page 
(insert hyperlink) 

3.11.1.04 

Park a Task (insert hyperlink) 

3.11.1.05 

Retrieve a Parked Task (insert 
hyperlink) 

3.11.1.06 

Unable to Resolve a Parked 
Task (insert hyperlink) 

3.11.1.07 

Forward a Task (insert 
hyperlink) 

3.11.1.08 

Getting Tasks  (insert 
hyperlink) 

3.11.1.09 

Getting the Next Task (insert 
hyperlink) 

3.11.1.10 



 

 

Getting the Next Task 
Automatically 

3.11.1.11(insert hyperlink)  

Opening a Task 

3.11.1.10 (insert hyperlink) 

Closing a Task 

3.11.1.13 (insert hyperlink) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

3.11.1.2 Create a Task 
User-selected and user-defined tasks  (insert hyperlink to 3.11.1.3) are generated when a task is being processed 
and the user recognizes that a related task needs to be created for another workgroup. In this instance, the system 
does not automatically create the task. Examples of user-selected tasks are: 

Complaint 

Information Request from an External Party 

Appeal Request 

Independent Resource Assessment Request 

Out-of-state Inquiry Request 

 

Step Create User -Selected Tasks  
1. Accessing tasks can be done through the User Home page, Case Home page or the Client Home page. 

When a user is already working in a case and needs to create a task, from the Case Home page or Client Home 
page, select Tasks from the left Navigation bar. 

 



 

 

Step Create User -Selected Tasks  
2. Click Create a Task. 

 



 

 

Step Create User -Selected Tasks  
3. The Select Task Type page displays a task list. Review the list and click Select to choose the Task Type that needs 

to be created. Scroll down function will allow the user to see the entire list. If the task is not shown on the list, 
select User Defined and refer to Creating a User Defined Task for instructions. 

4. Click Select. 
The system creates the task for the appropriate queue. When opened, the task is displayed with the Case Reference 
information and task instructions. 

 

 

 

 

 

  



 

 

3.11.1.3  Create User-Defined Tasks 
A user-defined task may be created by an internal user from the Case Home or the Client Home page 
when attempting to create a User-Selected task, but the user does not find the task on the Task Type list. 
The user chooses User-Defined from the bottom of the Task Type list.  Refer to your work instructions to 
determine whether a user-defined task needs to be created and to identify the correct workgroup/queue to 
which the task is routed. This is critical to avoid misrouting of tasks. 

A user-defined task may also be created from the User Home page. This function is used when a user-
defined task is created by the Call Center for the Service Center, or when a task is created to which no 
case or Client is associated. An example is when a complaint is received without case identifying 
information. Refer to Section 3.11.1.4 (Insert hyperlink), Create User-Defined Tasks from User Home 
Page. 

Step Create User-Defined Task – User Working in the Case 
1. From the Case Home or Client Home page, select Tasks from the left Navigation bar. 

 
2. Click Create a Task 

 



 

 

Step Create User-Defined Task – User Working in the Case 
3. Select User Defined from the bottom of the Select Task Type list. 



 

 

Step Create User-Defined Task – User Working in the Case 
4. The Create User Task page displays.  

 A concise subject should be entered, unless other instructions are provided defining what the 
Subject title should be. 

 The deadline (including the time) that should be entered is the day the task is created + 2 
business days, unless other instructions are provided. 

 The priority is Medium, unless other instructions are provided. 
 Select the individual in the case from the Case Participant dropdown to which this task is 

associated. 
 To locate the correct work queue or FSSA individual when creating the task, select either Work 

Queue or User from the Assign To: dropdown and click on the magnifying glass icon to the 
right. 

 Include a concise description of any other important task details in the Comments box. 



 

 

Step Create User-Defined Task – User Working in the Case 
5. To locate the correct work queue when creating the task, click the magnifying glass icon to 

the right of the work queue field.  All State queues begin with FSSA, for example ”FSSA 
Fiat Authorization”. 

 
 

6. Click Save. 
 
 



 

 

3.11.1.4 Create User-Defined Tasks from User Home page  
A user-defined task may also be created from the User Home page; this function is only used when a task is 
created to which no Case or Client is associated. An example is when a complaint is received without any case 
identifying information. 

Step Create User-Defined Task from User Home page 
1. From the User Home page, click Create User-Defined Task. 



 

 

Step Create User-Defined Task from User Home page 
2. The Create User Task page displays. When a user creates a user-defined task: 

 A concise subject should be entered, unless other instructions are provided defining what the 
Subject title should be. 

 The deadline (including the time) that should be entered is the day the task is created + 2 business 
days, unless other instructions are provided. 

 The priority is Medium, unless other instructions are provided. 
 To locate the correct work queue or FSSA individual when creating the task, select either Work 

Queue or User from the Assign To: drop down box and click on the magnifying glass icon to the 
right. 

 Include a concise description of any other important task details in the Comments box. 

 



 

 

Step Create User-Defined Task from User Home page 
 

3. 

To locate the correct work queue when creating the task, click the magnifying glass icon to 
the right of the work queue field.  All State queues begin with FSSA, for example ”FSSA 
Fiat Authorization”. 

 
.4. Click Save. 

 

 

 

 

 

 

3.11.1.5  Park a Task 
If a task is being processed but is not yet completed at the end of the work day, it may be necessary to Park the task 
and continue processing at a future point. A task may also be parked if telephone contact with a Client or applicant 
is required, and they cannot be reached in the first call attempt. The task is parked until the second attempt to 



 

 

contact the Client; depending on the result of that contact, additional action is taken, and the task is completed and 
closed. Tasks not completed by the task deadline are automatically returned to the work queue. 

Step Parking a Task 
1.  Select the Task Home page. 

2.  In the Task Home page, click Park Task. 

 



 

 

Step Parking a Task 
3.  In the Park Deadline Date, the default deadline is two business days, although an FSSA user may set 

an earlier or later deadline. 
Under the Description, enter the following information: 

 The reason the task is being parked. 
 A summary of actions taken before parking the task. 
 Actions needed to complete processing the task. 

 
4.  Click Save. 
5.  The Task Home page of the next available task will appear. 

 



 

 

 

3.11.1.6 Retrieve a Parked Task 

Step Retrieving a Parked Task 
1. Periodically, during the day, review the tasks on your User Home page that show a status of Parked. Retrieve a 

Parked task from the list by clicking its Task ID, under the My Tasks heading. 

2. Review the reason the task was parked, the actions that need to be taken, and the deadline. 
3. Are you able to take appropriate action to process the parked task by the deadline? 

 If yes, go to Step 4. 
 If no, go to Unable to Resolve a Parked Task below (insert hyperlink to section 3.11.1.7). 

4. Document the action taken. 
5. Close the task by clicking Home in the upper right corner. 

The User Home page is displayed. 



 

 

Step Retrieving a Parked Task 
6. Click the Task ID for the task with a Parked Status. 

 
The WFMS displays the Task Home page. 

7. Under the Options cluster, click Close the Task. 
8. The Task Home page of the next available task will appear. 

 



 

 

 

3.11.1.7 Unable to Resolve a Parked Task 

Step Unable to Resolve a Parked Task 
1.  Review parked tasks from the User Home page. 

2.  If unable to resolve the issue, review and follow the task instructions. As appropriate, generate a 
notice to the Client or third party. 

3.  Create a case note in ICES (or WFMS if there is no case in ICES) documenting attempts to contact 
the Client or other reason task not resolved. 

4.  Take all actions appropriate at this point in time.  Click Home in the upper right corner to display the 
User Home page to continue working. 



 

 

Step Unable to Resolve a Parked Task 
5.  Click the Task ID for the task with a Parked Status that cannot be resolved. 

 
The WFMS displays the Task Home page. 

6.  Under the Options cluster, click Close the Task. 
7.  The Task Home page of the next available task will appear. 

 



 

 

 

3.11.1.8 Forward a Task 
While a task is being processed, it may be necessary to forward a task to another workgroup and/or queue for 
another internal user to process. 

Step Forwarding a Task 
1.  From the WFMS, go to the Task Home page. 

2.  From the Task Home page, select Forward Task. 

 
3.  The Forward Task page is displayed. 

Based on the instructions for the task you are working on, identify and select the Work Queue or FSSA 
User to which the task should be forwarded. Make the selection in the Assign To drop-down box.  
Click on the magnifying glass to the right to choose the appropriate Work Queue or User.  
 
Note:  All FSSA work queue names are indicated by FSSA in the queue name. 

 
4.  Enter clear and concise instructions and comments regarding the task, and why it is being forwarded to 

that Work Queue or FSSA User. 
5.  Click Save. The task is forwarded to the Work Queue or FSSA User selected. 
6.  The Task Home page of the next available task will appear. 

 



 

 

 

3.11.1.9 Getting Tasks 
The process for getting a task differs depending on whether the user is getting the task upon initially signing on 
during the day or getting the task upon closing a previous task. 

3.11.1.10 Getting the Next Task 
To get the first task, the internal user initially signs on to the system and clicks Get Next Task from the User Home 
page. After that, this feature is not used because the action of closing a task results in the WFMS pushing the next 
task to the user, based on the user’s assigned (subscribed) work queues. 

Step Getting the Next Task 
1.  From the User Home page, under the Workflow cluster, click Get Next Task. 

 
 



 

 

 

3.11.1.11 Getting a Task Automatically 
When a user closes a task, the next task is automatically presented under My Tasks on the User Home page. If there 
are other tasks in the same queue for the same case, those are presented to the user before any tasks unrelated to the 
current case being processed. 

Step Getting a Task Automatically 
1.  From the User Home page, view My Tasks and click the Task ID for the first task listed. The 

system takes you to the Task Home page, where you can view the task instructions and begin 
processing the task. 

 

 
 



 

 

 

3.11.1.12   Opening a Task 
When the user navigates to the User Home page, the first task to be processed is presented at the top of the list 
under My Tasks. Underneath this task is a list of any parked tasks. 

Step Opening a Task 
1.  From the User Home page, under the My Tasks cluster, view the Task’s number, Case Primary 

Client and Task Name. Click the Task’s number to open the task. 

 
The WFMS navigates to the Task Home page. 



 

 

Step Opening a Task 
2. View the Primary Action and Task Instructions. 

 
3. Under the Supporting Information cluster, click the Case Home page, Application Case Home 

page, or another reference link as available or appropriate. 

 
When you click the applicable link under Supporting Information, the WFMS navigates to that 
page so that you can begin working on the task. 

 

 

 

 

 

 



 

 

3.11.1.13 Closing a Task 
When a task has been completed in ICES or WFMS, the user must close the task in WFMS. This triggers the next 
task in the queue to be presented to be worked. 

Step Closing a Task 
1. When the task has been completed, click Task Home to navigate to the Task Home page. 

 
2. Under the Options cluster, click Close Task. 
3. The Task Home page of the next available task will appear. 

 

 
 
 
 
 
 
 
 
 
 
 



 

 

 
 
 
 
 
 
 
 
 

   

3.11.1.14. Closing Multiple Tasks 

Multiple unreserved same-level tasks can be closed from the Tasks page, if the tasks have been completed.  For 
example the SEC can close both the Phone Interview Pending task and the AM/PM Callback task once the 
interview is completed. 

Step Closing Multiple Tasks 
1. From the Case Home page click on Tasks in the Left Navigation.    

2.   Check the appropriate tasks to be closed.  Click on Close Selected Tasks.   

. 
3. Click Home in the upper right corner to display the User Home page to continue working. 

 

 



 

 

 

3.11.4 Search Instructions 
3.11.4  Overview 

Search-related activities may be initiated when applicants, Clients or third parties contact a Call Center, 
Service Center, State Office or Help Center and request information about a specific case. Document 
Specialists at the Service Center also use Search activities to attempt to index documents to cases or 
applications that have been sent without bar codes. These activities may also occur when completing 
activities related to WFMS work tasks or case processing activities in ICES. 

Search activities include: 

Searching for a Person 

Searching for a Case 

Searching for a Non-Indexed Document 

Searching for a Task 

Searching for an Internal User 

 

Searching for a Person (insert 
hyperlink) 

3.11.4.5 

Searching for a Case (insert 
hyperlink)  

3.11.4.6 

Searching for a Non-Indexed 
Document(insert hyperlink) 

 3.11.4.7 

Searching for a Task (insert 
hyperlink)  

3.11.4.8 

Searching for an Internal 
User(insert hyperlink) 

3.11.4.9 

  

 

3.11.4 .2 Purpose of Searches 
The purpose of the search functions is to assist users in processing actions related to cases and Clients by 
searching for a person, case, document, task and/or user. 

In addition to performing searches in WFMS, an ICES search may be needed to determine if an individual 
is known to ICES. Correctly matching information in ICES is necessary to successfully complete 
clearance and prevent duplicate RIDS for individuals.  A search can not be conducted using the ICES 
Application number. 



 

 

3.11.4 .3 Search Results 
The system displays a list of results when a search is initiated from any of the search pages (Person, Case, 
Non-Indexed Document, Internal User or Task). From this list, the user is able to: 

Select a specific individual, case, user, task or non-indexed document 

View additional details to allow identification of the correct record 

When no match is found, the system displays “0 results”. 

3.11.4 .4 Best Practice Suggestions 
When searching, if a match is not found, repeat the search using fewer search criteria. Entering all 
possible search criteria may not locate individuals who were initially entered into the system with 
minimal or incorrect information.  For example, if the person’s first name is Conny, use Conn as someone 
else may have entered it in as “Connie”, “Conni”, or “Conney” and the search results may not find anyone 
matching the individual if, in the First Name field, Conny is the only name entered for the search. 
Therefore, depending on search results, enter fewer details and then narrow the search, if necessary. In 
addition, prior names and addresses should be used when known for additional searches. 



 

 

3.11.4.5 Searching for a Person  
Searching for a Person is necessary to complete a work task or case processing to determine if a person already 
exists in the system. 

Step Searching for a Person 
1. Access the Search For option on the Home page in WFMS. 

Click the Person link. 

 
 
OR, you may search for a person by clicking the Search option on the left side Navigation bar. 

 



 

 

Step Searching for a Person 
2. When the Search Person is displayed, enter the available identifying information regarding the 

individual in the search fields. 

 
 
The following table includes a description of each field on the Person Search page. 

Data Element Description 
ICES RID (Recipient Identification) Number 12 digits 

Social Security Number xxx-yy-zzzz 

Last Name Up to 15 characters 

First Name Up to 15 characters 

Middle/MI Up to 1 character 

Date of Birth mm/dd/yyyy 

Gender Drop-down box with options: M or F 

Address Line 1  
Address Line 2  

City  

State Drop down box with State options 

Zip Code 5 digits 
County Drop down box with options 

Type Screening Client, Applicant or Client  



 

 

Step Searching for a Person 
3. Conduct a person search using one or more of the following, in the order of preference listed: 

 Social Security Number 
 ICES RID Number 
 First and Last Name 
 Street/Rural Route, City and State Address (to narrow the results include as many address fields as 

available) 
 First and Last Name and Address 
 First and Last Name and Date of Birth 

 
Click the Search button on the Search Person page. 

 



 

 

Step Searching for a Person 
4. A successful Person Search displays a Person Name, ICES/WFMS Case Number, Social Security 

Number, AG/Case Type, Payee, Authorized Representative and Status that matches the search fields 
completed. 

 
 
If no match is found, Search Results display “Search Result (Number of Items: 0)” and Information 
displays “Record(s) cannot be found for the search criteria entered.” 

 



 

 

Step Searching for a Person 
5. From the Search Results, click the link of the person’s name that you want to view, or you can click the 

Case Number that you want to view. 
To view information about the person, click the link of the name of the person you want to view. 

 
 
The View Member page displays. 

 



 

 

Step Searching for a Person 
6. To view information about the case, click the link of the Case Number that you want to view. 

 
 
The Application Case Home page displays. 

 



 

 

Step Searching for a Person 
7. To start another Person Search, click the Reset button and the search criteria resets the Person Search 

page to blank fields. 

 



 

 

Step Searching for a Person 
8. To end or cancel a Person Search, click the Cancel button. 

 
 
The FSSA Case Management System Home page displays. 

 
 



 

 

3.11.4.6  Searching for a Case  

Searching for a case is necessary when you are completing a work task or case processing to 
determine if a case exists in the system, or to view information that is in a specific case. 
If the case is a State Program which is never entered into the ICES system, the results display as an application, 
even when case processing is completed. 

Steps Searching for a Case 
1. Access the Search For option on the Home page of the FSSA Case Management System. 

Click the Case link. 

 
 
Or, search for a case by clicking the Search option on the left side Navigation bar. 

 



 

 

Steps Searching for a Case 
2. Then, click the Case option on the left side Navigation bar. 

 
3. To display the Search Case page, click the Case link on either the Search For option and the Case link, 

or the Search option on the left side Navigation bar and the Case link. 

 



 

 

Steps Searching for a Case 
4. Enter available identifying information regarding the case in the search fields. 

 
 
The following table includes a description of each field on the Case Search page. 

Data Element Description 
ICES Case Number 10 digits 

Case Type Drop down box options of Screening, Application, 
Standard 

Case Reference WFMS Case Number 

Social Security Number xxx-yy-zzzz 

ICES Rid Number 12 digits 

First Name  

Middle/MI Up to 1 character 

Last Name  

Date of Birth Mm/dd/yyyy 
Address Line 1  

Address Line 2 Apartment number 

County  

City  
State Drop down box with state options 

Zip Code   



 

 

Steps Searching for a Case 
5. Conduct a case search using one or more of the following in the order of preference listed: 

 Case Number (WFMS or ICES) 
 Social Security Number of an individual potentially associated with the WFMS Case 
 ICES RID Number of an individual potentially associated with the WFMS Case 
 First and Last Name and Date of Birth of an individual potentially associated with the WFMS Case 
 First and Last Name of an individual potentially associated with the WFMS Case 
 Case type, which is a drop down box option of Screening, Application, or Standard 

 
Enter the information regarding the case, and click the Search button on the Search Case page.  

 



 

 

Steps Searching for a Case 
6. A successful Case Search displays the Case Name, Date of Birth, SSN, Case Type, Case Reference 

Number(WFMS), ICES Case Number, Date Created (in WFMS), and the Status of the case that match 
the search fields completed. 

 
 
If no match is found, Search Results displays “Search Results (Number of Items: 0)” and Information 
displays “Record(s) cannot be found for the search criteria entered.” 

 



 

 

Steps Searching for a Case 
7. Click the link of the person’s name that you want to view. 

 
 
The Case Home page displays. 

 



 

 

Steps Searching for a Case 
8. To start another Case Search, click the Reset button and the search criteria resets the Case Search page 

to blank fields. 

 



 

 

Steps Searching for a Case 
9. To end or cancel a Case Search, click the Cancel button. 

 
 

The  FSSA Case Management System Home page displays. 

 
 

3.11.4.7 Searching for a Non-Indexed Document  
The purpose of this search is to locate a submitted document that is not indexed to a case and, upon locating the 
document, index the document to the correct WFMS case. Non-indexed documents are maintained in a repository 
of Non-Indexed documents. 

This search may occur at multiple points during application, re-determination and reported change processing; or 
other Client or eligibility related processing. 

Most document searches conducted by the SEC will be from Documents in the WFMS Standard Case.   



 

 

 

 

Step Searching for a Non-Indexed Document 
1.  From the WFMS case click Documents in the left Navigation bar and then Search 

Non-Indexed Documents to search for the document, which may have been submitted 
without a bar-coded cover sheet and could not be indexed to the case. 

• Search using Client Social Security Number, name and address or name only, 
without selecting document type so that the search is performed for all documents. 
If the search result is too large, narrow the search criteria by entering the specific 
document type. 

Also, consider searching common names by using alternate name spellings. For 
example, if Client name is Michael Smith, also search using Mike Smith or M Smith. 

2.  The system displays the search results. If any documents are found, click the 
Document Name hyperlink in the Document column of the Search Results. View the 
document image itself by clicking the Document Name link. View the document image 
alongside the View Non-Indexed Document Details. 



 

 

Step Searching for a Non-Indexed Document 

 

3.  • Review the identifying information on the document, and determine if it should 
be linked to the case being worked. 

• If so, click the Link button. 

 
• The system adds the document to the documents list for the case and 

navigates back to the Documents page.  
• Process the document.  

Repeat the process if additional solicited documents are outstanding, and the search 
results show more than one document. 

 

 



 

 

 

3.11.4.8 Task Search  
The purpose of this search is to locate a task or tasks associated with an individual or case. This search may also 
occur if a listing of a specific task type is needed for multiple cases or individuals. 

A task search should be completed when processing any workflow task to see if there are any other related tasks 
that can be processed at the same time. Since ICES Alerts will be Tasks, a Task Search should be conducted before 
case processing is completed. 

Steps Searching for a Task 
1. Access the Search For option on the Home page in the FSSA Case Management System. 

Click the Task link. 

 
 
Or, you may search for a task by clicking the Search option in the left side Navigation bar. 

 



 

 

Steps Searching for a Task 
2. Then click the Task option. 

 
3. Clicking either the Search For option and the Task link or the Search option on the left side Navigation 

bar and the Task option display the Search Task page. 

 



 

 

Steps Searching for a Task 
4. Enter identifying information available regarding an individual or case that is potentially associated 

with the task in question in the Search Criteria fields. 

 
 
The following table contains a description of each field on the Search Task page. 

Data Element Description 
Task Status Drop-down option box 

Requires either the first and last name of the Client or the 
ICES Case Number or Case Reference Number 

Task Type Drop-down option box 
Requires either the first and last name of the Client or the 
ICES Case Number or Case Reference Number 

Task ID  

Username  
Due Date  

ICES Case Number 10 digits 

Curam Case Reference Number  

ICES RID Number 12 digits 

First Name Up to ______ characters 

Middle Initial 1 character 

Last Name Up to ______ characters  



 

 

Steps Searching for a Task 
5. Conduct a task search using one or more of the following in the order of preference listed: 

 WFMS Case Number 
 ICES Case Number 
 ICES RID number 
 Task Type 
 Task Status 
 Last Name 
 First Name 
 WFMS Task ID 

 
Click the Search button. 

 



 

 

Steps Searching for a Task 
6. A successful Task Search displays the Task ID, Task Type, Assigned To, Priority, Due Date and Status 

of the Task you are searching for. 

 
• Clicking the Task ID navigates the user to view the task. 
• If no match is found, Search Results displays “Search Results (number of Items: 0)” and 

Information displays “Record(s) cannot be found for the search criteria entered.” 

 
7. To start another Task Search, click the Reset button, and the search criteria resets to blank options. 

 



 

 

Steps Searching for a Task 
8. To end or cancel a Task Search, click the Cancel button and the User Home page displays. 

 
 



 

 

 

3.11.4.9 Searching for an Internal User Work Instructions 
The Internal User search may be used to locate contact information for a system user who has completed tasks on a 
specific case (WFMS or ICES). 

Steps Searching for an Internal User 
1.  Access the Search For option on the FSSA Case Management System Home page. 

 
OR, you may search for a User by clicking the Search option on the left side Navigation bar. 



 

 

Steps Searching for an Internal User 
2.  Clicking either the Search For option and the User link, or the Search option on the left side 

Navigation bar displays the Search User page. 

3.  Enter available identifying information regarding the Internal User in the search fields. 

 
The following table includes a description of each field on the User Search page. 

Data Element Description 
First Name User’s First Name 

Last Name User’s Last Name 

User Name Internal User 

ICES User Number Internal User’s ICES User ID 

Job Position title of Internal User 
Organization Unit Unit assignment of Internal User 

Location Office assignment of Internal User 

Include Active Users Current system status of Internal User  



 

 

Steps Searching for an Internal User 
4.  Conduct an internal user search using one or more of the following in the order of preference listed: 

 Last name of User 
 First name of User 
 Name of user 
 ICES user ID 
 Office location of user 
 Organizational Unit the user is a member of 
 User’s job/position title 
 Current status of the user 

 
Click the Search button. 

 



 

 

Steps Searching for an Internal User 
5.  A successful User Search displays the Name, Username, ICES User Number, Business Phone, 

Location, Job, and Status. 

 
 

 
• Users do not have the ability to go to the User home page from the Results list. 
• Users can only see a listing of users for the entered search criteria. 
 
If no match is found, Search Results displays “Search Results: (Number of Items:0)” and Information 
displays “Record(s) cannot be found for the Search Criteria entered.” 



 

 

Steps Searching for an Internal User 
6.  To start another User Search, click the Reset button and the search criteria resets the User Search to 

blank fields. 

7.  To end or cancel a User Search, click the Cancel button and the User Home page displays. 

 



 

 

3.11.4. Sending Notices 
3.11.4. 1  Overview 

The Send Notice work instructions describe how Coalition and State employees in a Service Center or Help Center 
create and manage outbound correspondence. The Workflow Management System (WFMS) adds capabilities for 
automating correspondence not currently available in ICES, so outbound correspondence is generated from both the 
WFMS and ICES. 

Notices automatically generated through actions taken in ICES continue in the modernized solution; WFMS does 
not duplicate such notices. Rather, the WFMS augments the notice module in ICES and allows the system or the 
user to automate correspondence that would otherwise be done on a manual (hard copy) form or notice. 

After outbound correspondence has been created in the WFMS, the system records any due date(s) associated with 
the notice, generates the documents and bar-coded cover sheet in the recipient’s preferred language, and then sends 
a request to the Outbound Mail Service Provider for mailing. All correspondence is mailed by default unless the 
correspondence is manually marked as “Printed.” The WFMS creates a pending response task to track 
correspondence that requires a response. Images of all outbound correspondence are stored in the WFMS 
correspondence history for the associated recipient case record and are accessible for reference if the Client calls 
with questions or requests a copy be mailed again. 
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3.11.4.2  Correspondence Status in the WFMS 
The WFMS maintains four statuses for correspondence. A correspondence status of “Scheduled” indicates the 
correspondence has been created and is scheduled for mailing. A correspondence status of “Mailed” indicates the 
correspondence has already been mailed to the designated addressee. A correspondence status of “Printed” 
indicates the correspondence has been printed locally at a Help Center and therefore not mailed to the designated 
addressee. A correspondence status of “Re-mailed” indicates a copy of previously mailed correspondence has been 
re-mailed to the designated addressee. 

3.11.4.3  Create Correspondence in the WFMS 
If more than one form/notice is included in the outbound correspondence, only the first form/notice selected is 
listed on the Correspondence page. Therefore, it is best practice to select the most relevant form/notice first. For 
example, if there is a need to create a FI 2032 Pending Verifications for Applicants-Recipients and include 
additional forms/notices, select the FI 2032 Pending Verifications for Applicants-Recipients first so the 
Correspondence page lists this as the detail line item. 

Standard Practice: It is a standard practice for all Coalition staff to attempt collateral contacts when available and 
allowed by policy in an effort to avoid pending for the information. 

Updating information during the Create Correspondence process in the WFMS does not update the case 
information in either the WFMS or ICES. Any information modified during the Create Correspondence process is 
only applied to the specific outbound correspondence. Therefore, correct the information either in ICES or the 
WFMS. All information should be updated in ICES if a case exists; if no ICES case exists, update the information 
in the WFMS.  The first screen of Create Correspondence will allow the user to enter an additional address for 
third party correspondence or an alternative mailing address if the WFMS mailing address is not current. 

FI 2032/FI 2032A:  The FI 2032 Pending Verifications for Applicants-Recipients is pre-populated with 
information requested on the Pending Verification Checklist. Therefore, it is necessary to complete the Pending 
Verification Checklist in the WFMS before creating correspondence. The FI 2032A Pending Verifications for 
Applicants-Recipients for Application Case is NOT pre-populated with information requested on the Pending 
Verification Checklist. The FI 2032A Pending Verifications for Applicants-Recipients for Application Case should 
be used when only an application case exists or at the expedite appointment for an Add a Program/AG when the 
client name is not yet listed in the WFMS standard case. . 

Step Create Correspondence in the WFMS 
1.  If the form to be sent is a FI 2032 Pending Verifications for Applicants-Recipients, follow Steps 2-6. 

If the form is not a 2032, go to Step 7.   



 

 

Step Create Correspondence in the WFMS 
2.  From the Case Home page, select Pending Verification Checklist from the left Navigation bar.  

 
The WFMS displays the Pending Verification Checklist page. 



 

 

Step Create Correspondence in the WFMS 
3.  

If the Pending Verification Checklist already contains marked boxes, it is necessary to 
remove any previously entered information.  To remove the information, scroll to the 
bottom and click Edit. 

The WFMS refreshes the Pending Verification Checklist page with the household 
members under the Clients column. 
 

To uncheck a box, click on the checkmark.  To remove the Client selection, hold 
down the Ctrl button and click the name to “un-select.”  Repeat until all previously 
entered information has been “un-selected.” 

 
 

 



 

 

Step Create Correspondence in the WFMS 
4.  Check the box next to each checklist item for which verification is required. Click the client/applicant 

name for which verification of an item is required. If more than one applicant/client needs to be 
selected, hold down the Ctrl button as you select each person. If a name was selected in error and 
needs to be removed, hold down the Ctrl button and click on the name to “un-select.” 

 



 

 

Step Create Correspondence in the WFMS 
5.  Enter any additional information in the Other box(es) or Additional Information box if necessary. If a 

household member has been added to the ICES case, but has not yet been updated in the WFMS case, 
use the Other box(es) to request verification for this individual. 

 

 

Note: since applicants for Medicaid may be eligible to receive benefits three months 
prior to the month of application if they meet eligibility requirements, be sure to 
request specific information needed for this time period. For example, when income is 
requested for the retroactive month to determine eligibility, specify exactly what is 
needed on the 2032, not a general statement to “return income.” All income and 
resources available to applicants must be verified for each month and entered on 
appropriate ICES screens when received. If the 2032 includes only a general request, 
this information will have to be requested again when the next user tries to complete 
the tasks when the client sends in something, but not what was specifically needed.  

For Hoosier Healthwise cases, simplified verifications are used in determining 
eligibility for retroactive Medicaid coverage.   If the applicant/recipient states that 
current income is a reflection of income in the past three months, no further 
verification is needed. 

 



 

 

Step Create Correspondence in the WFMS 
6.  When the selection of verifications and names is complete, click Save. 

 
The WFMS refreshes the Pending Verification Checklist page with the requested information. 
Note:  when sending a FI 2032, you will have to select this form from the list. This form will 
already be populated with the information entered from the Pending Verification Checklist. 

7.  From the Application or Case Home page, click Correspondence from the left Navigation bar. 

 
The WFMS displays the Correspondence page. 



 

 

Step Create Correspondence in the WFMS 
8. Click Create. 

 
The WFMS displays the Create Correspondence page. 

9. Using the drop down box, select the Addressee Type (Participant, Authorized Representative, or 
Third Party). 



 

 

Step Create Correspondence in the WFMS 
10. Using the drop down box, select the Addressee Name.  Since the address in WFMS is a physical 

address, review ICES to determine if a current mailing address is available for use in 
sending correspondence.  
Note: This field is only required if Participant is selected as Addressee Type. 

11. If Third Party or Authorized Representative is selected as the Addressee Type, enter the Addressee 
Name (e.g. McDonalds, Wal-Mart, Fifth Third Bank, etc). 

 



 

 

Step Create Correspondence in the WFMS 
12. Enter Address Details for the Third Party or Authorized Representative. If an address has been 

changed in ICES but has not yet been updated in the WFMS case, enter the applicant/Client’s new 
address here or if the WFMS mailing address does not agree with the current mailing address in 
ICES, use this screen to enter current mailing address  
Note: Updating addresses on this screen does not update the address information in the WFMS or 
ICES. If an ICES case exists, update the appropriate ICES screen with the correct information. If an 
ICES case does not yet exist, update the appropriate WFMS screen. 

13. Using the drop down box, select the Member Name.  



 

 

Step Create Correspondence in the WFMS 
14. Once all Addressee Details have been entered, click Save. 

 
The WFMS displays the Select Correspondence Type page. 

15. Under the Program Selection cluster, select the appropriate assistance group for which the 
correspondence is to be sent. 



 

 

Step Create Correspondence in the WFMS 
16. Click Search. 

The forms/notices associated with the chosen assistance group populate under the Select the 
Correspondence Type cluster. 



 

 

Step Create Correspondence in the WFMS 
17. Identify the form/notice to be sent. If necessary, click either Document ID or Name to sort the results 

list. 

 
Note: To view a display only copy of the form/notice, click View under the Action column. A display 
only copy of the form/notice opens in a separate window. 

 



 

 

Step Create Correspondence in the WFMS 
18. Click Select to designate the form/notice to be sent. 

 
If the form/notice to be sent is not listed, refer to Section 3.11.4.11, Create Correspondence from the 
File Server. 
The WFMS displays the Create Correspondence Details page. 

19. Review correspondence details for accuracy. 
• Verify the Mail Date field is correctly populated. To modify the Mail Date, either enter the date 

(mm/dd/yyyy) or click the Calendar icon. Select the appropriate Mail Date. The WFMS updates 
the Mail Date. 

• Verify the Due Date field is correctly populated. To modify the Due Date, either enter the date 
(mm/dd/yyyy) or click the Calendar icon. Select the appropriate Due Date. The WFMS updates 
the Due Date. 

 



 

 

Step Create Correspondence in the WFMS 
20. Once the Mail Date and/or Due Date have been modified (if applicable), click Save. 

 
The WFMS displays the Edit Document page and opens an image of the form/notice in a separate 
window. 

21. Review the image of the form/notice to verify all data fields have been correctly populated. 

 
22. Enter any additional comments in the appropriate fields on the form/notice.  

Note: The FI 2032 Pending Verifications for Applicants-Recipients is pre-populated based on 
information requested on the Pending Verification Checklist. Therefore, it is necessary to first update 
the Pending Verification Checklist before creating a FI 2032. 



 

 

Step Create Correspondence in the WFMS 
23. Once all information has been reviewed and any additional comments have been entered, click the X 

in the upper right corner. 

 
The WFMS saves the form/notice back to the server and displays the Create Correspondence Details 
page. 



 

 

Step Create Correspondence in the WFMS 
24. Review all Addressee Details for accuracy. Verify that all Authorized Representatives designated to 

receive notices for applicant/Client and the chosen assistance group are listed. 

 
• To add an addressee, refer to Section 3.11.4.4, Add Addressee.  
• To modify Addressee Details, click Edit. The WFMS displays the Edit Correspondence Details 

page. Once information has been modified, click Save. The WFMS displays the Create 
Correspondence Details page. 

Note: Updating addressee details on this screen does not update the information in the WFMS or 
ICES. If an ICES case exists, update the appropriate ICES screen with the correct information. If an 
ICES case does not yet exist, update the appropriate WFMS screen if WFMS mailing address does 
not agree with the current mailing address in ICES, use this screen to enter current mailing address . 
• To delete an addressee, click Delete next to the addressee to be deleted. The WFMS displays the 

Delete Correspondence Addressee page. Click Yes. The WFMS displays the Create 
Correspondence Details page. 

25. Determine if any additional forms/notices should be included in the correspondence packet. If no 
additional forms/notice should be included, skip to step 28. 
Note: In order for the WFMS to create tasks for any pending response(s) based on due date(s) for 
Medicaid Disability notices, a separate correspondence packet must be created for the following 
notices: 



 

 

Step Create Correspondence in the WFMS 
26. Click Add Additional Correspondence. 

 
The WFMS displays the Select Correspondence Type page. 

27. Repeat steps 15-26 as necessary. 
28. Determine if any documents indexed to the application, case, or Client should be included in the 

correspondence packet. If any documents should be included, refer to Section 0, 3.11.4.5 Attach 
Document. If no documents should be included, continue with step 29. 
Note: Certain forms/notices require a release of information form to be sent in the outbound 
correspondence packet. Be sure to attach any necessary release of information forms in accordance 
with policy. 



 

 

Step Create Correspondence in the WFMS 
29. Once all correspondence details have been entered and the entire correspondence packet has been 

created, click Save. 

 
The WFMS displays the Mail Correspondence confirmation page. 

30. Click Yes. 

 
 The WFMS mails the outbound correspondence packet, creates tasks for any pending response(s) 

based on due date(s) and displays the Correspondence page with the newly created 
correspondence packet listed under the Mailing Correspondence List cluster. 

 To print the correspondence packet locally, refer to Section 3.11.4.6, Print Correspondence. 
31. Update case notes in ICES regarding the correspondence. 

Note: If an ICES case is not yet created, case notes should be entered in the WFMS. 
 



 

 

 

3.11.4.4 Add Addressee 
The Add Addressee function should be used when sending an exact duplicate of the entire correspondence packet to 
an Authorized Representative or to a third party. If an ICES case exists, Authorized Representatives are updated in 
the WFMS based on information contained in the ICES case. If an ICES case is not yet created, the Authorized 
Representatives are determined based on information contained in the WFMS case. 

Step Add Addressee 
1.  From the Create Correspondence Details page, click Add Addressee. 

 
The WFMS displays the Add Addressee page. 

2.  Using the drop down box, select the Addressee Type (Participant, Authorized Representative, or 
Third Party). 



 

 

Step Add Addressee 
3.  Using the drop down box, select the Addressee Name.  

Note: This field is only required if Participant is selected as Addressee Type. 

4.  If Third Party or Authorized Representative is selected as the Addressee Type, enter the Addressee 
Name (e.g. McDonalds, Wal-Mart, Fifth Third Bank, etc). 

 



 

 

Step Add Addressee 
5.  Enter Address Details for the Third Party or Authorized Representative. If an address has been 

changed in ICES but has not yet been updated in the WFMS case, enter the applicant/Client’s new 
address here if WFMS mailing address does not agree with the current mailing address in ICES, use 
this screen to enter current mailing address .  
Note: Updating addresses on this screen does not update the address information in the WFMS or 
ICES. If an ICES case exists, update the appropriate ICES screen with the correct information. If an 
ICES case does not yet exist, update the appropriate WFMS screen. 

 
6. Once all addressee details have been entered, click Submit. 

 
The WFMS displays the Create Correspondence Details page with the newly added addressee listed 
under the Addressee Details cluster. Repeat Steps 1-6 as necessary to add additional addressees. 

7. Continue creating the correspondence at Step 24 of Section 3.11.4.3, Create Correspondence in the 
WFMS. 

 



 

 

 

3.11.4.5 Attach Document 
The Attach Document function should be used when a document indexed to an application, case or Client is to be 
included in the outbound correspondence. Certain forms/notices require a release of information form to be 
included in the outbound correspondence packet. Be sure to attach any necessary release of information forms in 
accordance with policy. 

Step Attach Document 
1.  From the Create Correspondence Details page, click Attach Document. 

 
The WFMS displays the Attach Document page. 

2. Identify the document to be included in the outbound correspondence packet by using the drop down 
box. Select the Document Type. Enter the Document Name. 

 



 

 

Step Attach Document 
3. Click Search. 

The WFMS searches the documents indexed to the application or case. The results of the search 
(based on criteria entered) populate under the Documents cluster. 

 
4. Click Select to designate the document to be attached. 

 
The WFMS includes an image of the document selected in the correspondence packet and displays 
the Create Correspondence Details page with the attached document listed under the Document 
Attachment cluster. Repeat Steps 1-4 as necessary to attach additional documents. 

5. Continue creating the correspondence at Step 28 of Section 3.11.4.3, Create Correspondence in the 
WFMS. 

 



 

 

 

3.11.4.6 Print Correspondence 
This step links from Step 30 of Section 3.11.4.3, Create Correspondence in the WFMS. 

All correspondence is mailed by default. If the correspondence packet is printed locally and the status is updated to 
“Printed,” the correspondence packet is not mailed. This feature is only used in the Help Center. 

Step Print Correspondence 
1.  From the Correspondence Page, click View PDF next to the correspondence packet to be printed. 

 
The WFMS displays a File Download box. 

2.  Click Save. 

 
The WFMS displays a Save As box. 



 

 

Step Print Correspondence 
3.  Choose a location to save the file to the local computer. Enter a file name if desired. Click Save. 

 
The WFMS saves the PDF file to the designated location.  



 

 

Step Print Correspondence 
4.  Open the PDF file. Click File, Print to print the correspondence packet to the local printer. 

 
5.  All correspondence is mailed by default, therefore it is necessary to update the status to “Printed” 

which will stop the correspondence packet from being mailed. From the Correspondence page, click 
Edit. 

 
The WFMS displays the Modify Correspondence Details page. 



 

 

Step Print Correspondence 
6. Mark the box Printed at help center and hand delivered. 

 
7. Click Save. 

 
The WFMS displays the Correspondence page with the status updated to “Printed.” 

 
 



 

 

3.11.4.7 View Correspondence History in the WFMS 
The Correspondence page in the WFMS displays a complete history of all correspondence generated from the 
WFMS. If more than one form/notice is included in the outbound correspondence packet, not all forms/notices 
included are listed as individual line items. Instead, only the first form/notice selected during the Create 
Correspondence process is listed as the Correspondence Name for the entire packet. Therefore it may be necessary 
to view the correspondence packet to determine if additional forms/notices are included. 

Notices generated from ICES are shown with limited line item detail on the Correspondence page in the WFMS. 
Notice text is available only in ICES for notices generated from ICES. 

Step View Correspondence History in the WFMS 
1.  From the Application or Case Home page, click Correspondence from the left Navigation bar. 

 
The WFMS displays the Correspondence page. 

2.  From the Correspondence Page, click View PDF next to the correspondence packet to be viewed. If 
the form/notice has been sent from ICES, refer to Section 3.11.4.10, Re-mail Correspondence in 
ICES. 

 
The WFMS displays a File Download box. 



 

 

Step View Correspondence History in the WFMS 
3.  Click Save. 

 
The WFMS displays a Save As box. 

4.  Choose a location to save the file to the local computer. Enter a file name if desired. Click Save. 

 
The WFMS saves the PDF file to the designated location. 

5. Open the PDF file to view the entire correspondence packet. 



 

 

Step View Correspondence History in the WFMS 
6. • To re-mail a copy of the correspondence, refer to Section 3.11.4.10, Re-mail Correspondence in 

the WFMS. 
• To delete the correspondence, refer to Section 3.11.4.9, Delete Correspondence. 

 

3.11.4.8  Edit Correspondence in the WFMS 
Correspondence with a status of “Mailed” or “Printed” may not be modified; only correspondence with a status of 
“Scheduled” may be modified. 

Step Edit Correspondence in the WFMS 
1.  From the Application or Case Home page, click Correspondence from the left Navigation bar. 

 
The WFMS displays the Correspondence page. 

2. Click Edit next to the form/notice to be modified. Only correspondence with a status of “Scheduled” 
can be modified. 

 
The WFMS displays the Modify Correspondence Details page. 



 

 

Step Edit Correspondence in the WFMS 
3. Edit all fields as necessary. 

 
4. Once all modifications have been made, click Save. 

 
The WFMS displays the Correspondence page. 

 



 

 

 

3.11.4.09 Delete Correspondence in the WFMS 
Correspondence with a status of “Mailed” or “Printed” may not be deleted; only correspondence with a status of 
“Scheduled” may be deleted. 

Step Delete Correspondence in the WFMS 
1.  From the Application or Case Home page, click Correspondence from the left Navigation bar. 

 
The WFMS displays the Correspondence page. 

2. Click Edit next to the correspondence to be deleted. Only correspondence with a status of 
“Scheduled” may be deleted. 

 
The WFMS displays the Modify Correspondence Details page. 



 

 

Step Delete Correspondence in the WFMS 
3. Review the correspondence details to confirm this correspondence is to be deleted. To view the entire 

correspondence packet, refer to Section 3.11.4.7, View Correspondence in the WFMS. 

 
4. Click Delete. 

 
The WFMS displays the Delete Correspondence Confirmation page. 

5. Click Yes. 

 
 
The WFMS cancels the scheduled mailing of the correspondence; no record is retained in the 
application/case history. The WFMS displays the Correspondence page. 

 



 

 

3.11.4.10 Re-mail Correspondence in the WFMS 
An internal user is able to re-mail a copy of a notice previously sent from the WFMS if a Client, authorized 
representative, or third party requests a copy. 

Step Re-mail Correspondence in the WFMS 
1.  From the Application or Case Home page, click Correspondence from the left Navigation bar. 

 
The WFMS displays the Correspondence page. 

2. Identify the correspondence to be re-mailed. All correspondence is listed under the first form/notice 
created. Therefore, it may be necessary to view the correspondence packet by clicking View. Refer to 
Section 3.11.4.7, View Correspondence History in the WFMS. 

3. To re-mail a copy of the correspondence packet, click Mail from the Correspondence page. 

 
The WFMS displays the Mail Correspondence confirmation page. 

4. Click Yes. 



 

 

Step Re-mail Correspondence in the WFMS 

 
The WFMS re-mails a copy of the correspondence and displays the Correspondence page with the 
Re-mailed date field populated. 

 



 

 

 

3.11.4.11 Create Correspondence from the File Server 
In most instances, forms on the file server are used for outbound correspondence. Certain forms, such as the 
Identity Affidavit for Children Under 16 form is created as an attachment to the case.  This section describes the 
steps for creating correspondence from the shared drive on the File Server. Section 3.11.4.12 describes the steps for 
creating an attachment such as the Identity Affidavit for Children Under 16 form. 

Step Create Correspondence from the File Server 
1.  From the Application or Case Home page, click Correspondence from the left Navigation bar.  

 
The WFMS displays the Correspondence page. 

2.  Click Create. 

 
The WFMS displays the Select Correspondence page. 



 

 

Step Create Correspondence from the File Server 
3.  Select All or the applicable Assistance Group. 

 
4.  Click Search. 

The forms/notices associated with the chosen assistance group are displayed under the Select the 
Correspondence Type cluster. The correspondence list can be sorted in alphabetical order by clicking 
Name at the top of the column. The list can also be sorted in order of form numbers by clicking 
Document ID. 

 



 

 

Step Create Correspondence from the File Server 
5.  Click Select next to Blank Template (if the form you are sending is not displayed on the list.). 

 
 

6.  A form appears; it may contain text that will be replaced when the following steps are completed.  
The following message may also be displayed. If so, click OK. 

 



 

 

Step Create Correspondence from the File Server 
7.  To access the shared drive from the file server, click Start, click My Computer, and click on State 

Forms. 

 



 

 

Step Create Correspondence from the File Server 
8.  (If the forms are not displayed as shown below, click View and click List.)   

Select the form from the list.  

 
9. Click to select the form you need to send (or attach to the case). 

The form displays as Read Only and cannot be updated until saved to your computer or copied and 
pasted into the blank template (you will know if you get a message.). 

Save the form to the hard drive of your computer. The form name should be no longer than 35 
characters and contain the client name to assist in pulling the correct file. For example, Report on 
Property for Sale or Rent for client name John Doe could be saved as Report on Property-John Doe. 

10. Enter information in the appropriate sections of the form.  

Click File, then click Save to save the completed form to a folder under My Documents on the hard 
drive of your computer; use the Case name in the file name so that the saved file is easier to locate. 

11. While the form is open, click Edit.  
12. Click Select All. All of the text in the form should be highlighted. 
13. Right click and select Copy. 
14. Go to the blank template that has been opened and minimized at the bottom of your screen. 
15. Highlight all of the text in the blank template. Right click and select Paste. The information from the 

form is now pasted into the blank template form. 



 

 

Step Create Correspondence from the File Server 
16. Close the blank form by clicking the X in the upper right corner or clicking File, then Close.    The 

follow screen appears. 

 
17. Continue creating the correspondence at Step 7 of Section 3.11.4.3, Create Correspondence in the 

WFMS. 
 



 

 

 

3.11.4.12  Creating an Attachment from the File Server 
Certain forms, such as the SEC Interview Guide is accessed from the shared drive on the File Server. Instead of 
creating these forms as correspondence, the user creates them as attachments to the case in Documents and then 

creates tasks for other internal users to process, if necessary.. 

Step Create  an Attachment from the File Server 
1. When a form such as the  Interactive SEC Interview Guide is needed, access the shared drive from 

the file server, click Start, click My Computer, and click on State Forms. 

 



 

 

Step Create  an Attachment from the File Server 
2. (If the forms are not displayed as shown below, click View and click List.)   

Select the form from the list. To see additional forms listed, use the down arrow on your keyboard. 
Interactive SEC Interview Guide is listed near the bottom of the list.  



 

 

Step Create  an Attachment from the File Server 
3. Double Click to select the form you need to attach to the case. 

The form displays as Read Only and cannot be updated until saved to your computer. 

Save the form to the hard drive of your computer. The form name should be no longer than 35 
characters and contain the client name to assist in pulling the correct file. For example, Policy 
Request Form for client name Brenda Tomkins could be saved as Policy Request Form-Brenda 
Tomkins as shown below. 

 
4. Enter information in the appropriate sections of the form.  

Click File, then click Save to save the completed form to the hard drive of your computer, using the 
Case name so that the document you want to attach is easier to find. 



 

 

Step Create  an Attachment from the File Server 
5. From Case Home in WFMS, click Documents in the Left Navigation bar.  

 
6. Click Attach Document.  The Create Attachment page is displayed. 

 
7. Click Browse to locate the file you just saved to the hard drive.  
8. When you locate the file, click Open. 



 

 

Step Create  an Attachment from the File Server 
9. Select the correct Document Type (such as Eligibility Support Forms for the example used in these 

instructions). Then click Search to display the document names for the selected Document Type. 
Click Select to choose the correct Document Name. 

 

 
10. Click the magnifying glass icon to display the document names for the selected Document Type.  

 

11. On the Select Document Name screen, click Search. Click Select to choose the correct Document 
Name. 

 



 

 

Step Create  an Attachment from the File Server 
12. Click Save.   

 

 



 

 

Step Create  an Attachment from the File Server 
13. The document is attached to the case and viewable (along with other documents indexed to the case) 

by clicking Documents in the Left Navigation bar. 

 
 
If the form does not require further action, return to originating work instructions.   If the form or 
document is required to be acted upon, refer to Create a Task Work Instruction (Insert hyperlink 
Section 3.11.1.2). 

14. After confirming that the document is attached to the correct case, go to the folder under My 
Documents on the hard drive of your computer where you saved the document in Step 10; delete the 
document from the hard drive. 

 



 

 

 

3.11.4.13  Re-mail Correspondence in ICES 
ICES notices are automatically generated as a result of temporal events or actions taken in ICES. Therefore the only 
correspondence type that can be manually generated from ICES is a duplicate notice if a Client and/or authorized 
representative requests a copy. 

 

3.11.4.14  Correspondence Screens in ICES 

Summary 
Screen 

Detail Screen Description 

CNVN  VIEWABLE NOTICE LISTING – Provides a record of all Client notices 
that have been generated in the current month and the three previous months. 

 CNVT VIEW NOTICE TEXT – Provides a view of the text of Client notices that 
have been generated in the current month and the three previous months. 

CNHS  NOTICE HISTORY – Provides a record of all Client notices that have 
been generated. 

 CNDH NOTICE HISTORY DETAIL – Provides information about a specific 
Client notice that has been generated by the system. 

 

3.11.4.15  Re-mail Correspondence in ICES from CNVN 

Step Re-mail Correspondence in ICES from CNVN 
1.  In ICES, navigate to the correspondence history for the associated case record by entering TRAN: 

CNVN; PARMS: ICES Case Number. 

 
2. From the ICES notice history, identify the notice to be re-mailed. 

 



 

 

Step Re-mail Correspondence in ICES from CNVN 
3. To view the notice text, enter the selection number. Press the PF16 key. 
4. ICES displays screen CNVT – View Notice Text. 

 
5. Press PF23 to generate a copy of the notice to be re-mailed. 
6. Enter TRAN: CLRC; PARMS; ICES Case Number. Update case notes regarding action taken. 

 
 

3.11.4.16   Re-mail Correspondence in ICES from CNHS 

Step Re-mail Correspondence in ICES from CNHS 
1.  In ICES, navigate to the correspondence history for the associated case record by entering TRAN: 

CNHS; PARMS: ICES Case Number. 

 



 

 

Step Re-mail Correspondence in ICES from CNHS 
2. From the ICES notice history, identify the notice to be re-mailed. 

 
3. To view the notice detail information, enter the selection number. Press the PF15 key. 
4. ICES displays screen CNHD – Notice History Detail. 

 
5. Press PF23 to generate a copy of the notice to be re-mailed. 



 

 

Step Re-mail Correspondence in ICES from CNHS 
6. Enter TRAN: CLRC; PARMS; ICES Case Number. Update case notes regarding action taken. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


